
CHAPTER 10

CLAIMS AND INQUIRIES

In addition to regular postal duties, a military
postal clerk will be confronted frequently with postal
concerns, and problems of the public. A concern or
problem may take the form of a claim, an inquiry, or a
complaint. This chapter provides helpful information
concerning these concerns and problems, including
postal instructions governing the procedures to follow
in handling claims, inquiries, and complaints and
preparation of the applicable forms.

The USPS understands it is difficult to compensate
a patron for the loss of sentimental or irreplaceable
items, and is always trying to improve the way mail is
handled so incidents do not occur again. Each
customer of the post office is encouraged to report
instances of loss, rifling, and other mistreatment of
mail, even when there may be no provision for
payment of indemnity.

INQUIRIES OR COMPLAINTS

Learning Objective: Differentiate between

inquiries and complaints and the forms

required to respond to each.

An INQUIRY is a request for information.

Inquiries are received almost daily regarding mail
service to Navy personnel. Inquiries may be received
over the phone, in person, or in writing; and they may
concern any phase of postal operations. Most inquiries
are usually simple questions concerning the speed of
mail, the proper method of preparing mail matter, or
some other phase of postal operations.

A COMPLAINT is an expression of dissatis- faction,
discontent, disappointment, or resentment concerning
any postal product, service, or postal personnel.

Mail complaints are attributable, in many
instances, to a lack of information or incomplete or
incorrect information. The number of mail complaints
could be greatly reduced if commanding officers,
within security limitations, kept service members and
their families informed on probable mail interruptions
or delays. This may be done through plan of the day
notices, the issuance of family-grams, and holding

predeployment briefings for family members.
Family-grams and briefings should explain the reasons
for probable mail delays such as ship transit periods
between ports, remote operational areas, shifting
operational commitments, and adverse weather. A better
understanding of what to expect on a deployment can
greatly reduce the anxieties of family members and can
help reduce the number of complaints from family
members and friends.

The continued use of family-grams during deploy-
ments and advising the crew of prevailing conditions that
may affect mail service will help dispel rumors that cause
misunderstandings that lead to complaints.

Information should be provided to naval personnel
and their correspondents before and during
deployment. Keeping everyone informed enhances the
morale of the crew and their correspondents, and saves
the Navy money by avoid ing unnecessary
administrative work in preparing replies to complaints.

When inquiries of a congressional level or other
high-level interest are referred by MPSA to
commanding officers for investigation, the command
should provide the following information as a
minimum in its response:

• Summary of an interview with the person or
persons involved, outlining any difficulty
experienced in receiving or sending mail.

• Any special circumstances that may have
affected mail service.

• Evidence of other individuals experiencing
similar difficulties.

• If the individual presently receives mail from
correspondents and specifically from the person
registering the complaint.

• When complaints involve a specific item of mail,
an indication if that item was eventually
received.

• Correct mailing address of the person involved.

• Average transit time for all classes of mail to and
from the address of mailing.
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• A statement concerning the quality of mail
service.

• Any additional information that will assist in
formulating a reply. NOTE: Responses should
be provided in the same manner as received
within operational considerations.

Commanding officers must make sure they answer
all allegations in the complaint. This will eliminate the
complaint being returned for additional information.

FORMS NEEDED

The following is a list of postal service claims and
inquiry forms that are needed to file claims for
indemnity, process customer complaints, and report
mistreatment of mail:

• PS Form 542, Inquiry About a Registered Article
or an Insured Parcel or an Ordinary Article.

• PS Form 673, Report of Rifled Parcel.

• PS Form 1000, Domestic Claim or Registered
Mail Inquiry.

• PS Form 1509, Sender’s Application for Recall
of Mail.

• PS Form 1510, Mail Loss/Rifling Report.

• PS Form 2855, Claim for
Indemnity-International Registered, Insured,
and Express Mail.

• PS Form 3533, Application and Voucher for
Refund of Postage and Fees.

• PS Form 3760, Parcel Search Request.

• PS Form 3831, Receipt for Article(s) Damaged
in Mails.

• PS Form 4314-C, Consumer Service Card.

• PS Form 6401, Money Order Inquiry (postal
card).

When processing claims and inquiries, military
postal clerks will use the appropriate form(s) listed
above, depending on whether the claim or inquiry is for
Domestic or International mail. Detailed instructions
for completing these forms are contained in either the
Domestic Mail Manual (DMM), the International Mail
Manual (IMM), and or the Postal Operations Manual
(POM).

Money order inquiries and certain International
Mail claims (refer to chapter 9 of the IMM) require the
collection of a fee from the customer.

Failure to properly prepare, or make proper
disposition of a postal claim or inquiry can delay the
results. At all military post offices the postal
supervisor or Custodian of Postal Effects (COPE)
should assist in completing claim forms, and or review
all claims before they are finalized.

RESPONDING TO MISTREATMENT OF
MAIL

Mistreatment of mail is a general term that
includes the loss, rifling of, and damage to mail.
Customers should be encouraged to report instances of
mistreatment of mail even for cases where there are no
provisions for payment of indemnity. Inquiries,
complaints, and claims may be filed at any post office.

Normally, you will be concerned only with the
processing of inquiries, complaints, and claims for
domestic mail matter. International inquiries,
complaints, and claims are seldom received at MPO’s.
If you do receive an international claim or inquiry, refer
to chapter 9 of the IMM for guidance.

The information in this chapter, along with some
on the job experience, will enable you to efficiently
process any inquiry, complaint, or claim that you may
receive. Remember, filing a claim or inquiry is the
right of the mailer or addressee and you, as the postal
representative, should always be helpful and treat the
customer with the utmost courtesy.

CONSUMER SERVICE CARD

Learning Objective: Recall the procedures

for processing customer complaints on PS

Form 4314-C.

PS Form 4314-C, Consumer Service Card (see
figure 10-1) should be placed in the post office lobby
and readily available to all postal customers. The
consumer service card is designed to be used by postal
customers only for recording complaints, suggestions,
information requests, and compliments. Upon
completion of the four-part form, the customer retains
copy 1 and will mail or give the remaining copies to the
post office for action. The custodian of postal effects
(COPE) or MPO supervisor must:

• Investigate the reasons for the complaint and
obtain resolution, if possible.
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• Contact the customer within 24 hours of receipt
of the comment or complaint and advise them of
the planned action or resolution.

• Provide the customer with a final response
within 14 calendar days after receiving the
comment or complaint.

• Complete PS Form 1510 (covered later in this
chapter) if a PS Form 4314-C is received that
alleges loss, non-receipt, or theft of mail, or that
mail appears to have been tampered with.
Indicate on the consumer service card that PS
Form 1510 has been filed. A copy of the PS
Form 4314-C must be sent with the PS Form
1510 to the USPS Inspection Service.

The COPE or MPO supervisor should process PS
Form 4314-C, as follows:

• Immediately mail the processing center copy
(copy 2) under cover to the appropriate
FLTCINC postal officer.

• Initial and date the action copy (copy 3) in the
lower-right corner after documenting action
taken in the “USPS Use Only” section of the
form. Include the date (month/day/year) the
customer was contacted, who made the contact,
and a brief description of the action taken. Then

the form must be forwarded under cover to the
appropriate FLTCINC postal officer.

• File copy 4 of the Consumer Service Card
alphabetically by the customer’s last name and year
of receipt with any letters or attachments. MPO’s
must keep copy 4 on file for at least one year.

The consumer service card file should be
maintained in a central location. Consumer Service
Cards should be recorded on a customer complaint
control log. The date a complaint was closed must be
entered on the control log. For other information that
must be entered on a customer complaint log, refer to
section 165 of the POM.

MAIL LOSS/RIFLING REPORT (PS
FORM 1510)

Learning Objective: Recall the procedures

for preparing and processing the Mail

Loss/Rifling Report.

PS Form 1510 is a five-page form that consists of
parts I through VI. It is used to process inquiries for
ordinary and certified mail and may be initiated by
either the sender or addressee. The most common use
of PS Form 1510 is when ordinary mail (usually
letters) does not get delivered.
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When PS Form 1510 is initiated, Parts II-D and
II-E are immediately sent to the U.S. Postal Service’s
Inspection Service Operating Support Group
(ISOSG), Two Gateway CTR 9th FL, Newark, NJ,
07175-0001.

Then the remaining parts of the form are sent to the
Claims & Inquiry Section so a search can be initiated
for the article based on the information the customer
provided. The form may also have to be routed to a
Mail Recovery Center if the article cannot be located
and has a value of $10.00 or more.

PREPARATION OF PS FORM 1510

If the complaint is for loss, the customer should
allow sufficient time for delivery of the article before
filing PS Form 1510 (usually a week to 10 days). If the
complaint is for rifling, the customer should
immediately notify the post office and provide the post
office with the envelope or wrapper, if possible. The
clerk accepting PS Form 1510 must forward the
envelope or wrapper with the PS Form 1510 to the
ISOSG.

Postal clerks will complete PS Form 1510 (see
figure 10-2). All of the information required on the

form should be completed by printing legibly using a

ballpoint ink pen. Typing is not necessary.

Complete PS Form 1510 part II-A as follows:

Block 1:  Enter the date the complaint is made.

Block 2: Enter your MPO’s FPO Number (e.g., FPO AE
09561-0001).

Block 3: Check the appropriate box for the type of
complaint.

Block 4 a-f: Enter the name, complete address, and
telephone number of the person who mailed the article.

Block 5 a-f: Enter the name, complete address, and
telephone number of the person to whom the article was
addressed.

Block 6 a-b: Enter the date and time the article was
mailed.

Block 7: Check the box for the appropriate class of
mail. If you check “OTHER,” then specify the class of
mail; e.g., Priority Mail, SAM, PAL, etc.

Block 8: Check the box for the appropriate type of mail.
If you check “OTHER,” then specify the type of mail;
e.g., roll, tube, flat, wooden box, etc.
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Figure 10-2. An example of a completed PS Form 1510, Part II-A.



Block 9: Check the type of special service on the article,
if any. For Certified and Return Receipt for
Merchandise mail, you must also enter the special
service number. For example, 7000 0600 0023 4109
5793 (for Certified mail).

Block 10: Check the appropriate box to indicate the
location where the article was deposited or mailed from.
Then enter the city, state, and ZIP Code for the location
checked.  For example, Columbia, SC 29204.

Block 11: Enter a detailed description of the article’s
content.

Block 12: Enter the content’s value. If no value, enter
“NO VALUE.”

PROCESS PS FORM 1510

After completing Part II-A from the information
the sender or addressee provided, processing PS Form
1510 varies according to the origin of inquiry and type
of mail.

The flowcharts for the different types of inquiries
listed below are illustrated in chapter 1 of the POM,

and are used to determine what steps to follow when
processing PS Form 1510.

• Inquiry Filed by Sender for Ordinary Mail

• Inquiry Filed by Addressee for Ordinary Mail

• Inquiry Filed by Sender for Certified Mail

• Inquiry Filed by Addressee for Certified Mail

Figure 10-3 is an extract from the POM of the first
flowchart listed showing the steps to take when an
inquiry has been filed by the sender for ordinary mail.

As seen in figure 10-3, the first step would be to
send Parts II-D and II-E to the ISOSG; then you would
forward the PS Form 1510 to the Office of Mailing
(Cla ims Sect ion) so they can search the i r
loose-in-mails section.

Normally when the sender files the complaint at
the office of mailing, a search would be made and
depending on whether the article was or was not found,
you continue with the steps on the flowchart.
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Figure 10-3. An example of a flowchart, PS Form 1510, Inquiry Filed by Sender for Ordinary Mail.



Q10-1. An inquiry is a request by a customer; made by
phone, in person, or in writing on any phase of
postal operations.  (True/False)

Q10-2. Explain some of the ways an MPO could
reduce mail complaints.

Q10-3. What PS form should be given to a customer
who wants to record a postal complaint?

Q10-4. The consumer service card contains how
many distinct parts?

Q10-5. What is the purpose of PS Form 1510?

Q10-6. For specific procedural steps in processing PS
Form 1510, you should refer to what
publication?

Now turn to appendix 1 to check your answers.

DOMESTIC CLAIM OR REGISTERED
MAIL INQUIRY (PS FORM 1000)

(INDEMNITY CLAIM)

Learning Objective: Recall the procedures for
processing indemnity claims.

If a customer purchased insurance at the time
he/she mailed an article, mailed it registered mail with
insurance, or mailed it Express Mail, they can file an
indemnity claim to recover the value of the item if it
becomes lost or damaged.

For domestic mail, PS Form 1000 is used to file a
claim for indemnity. This form is also used to make
inquiries only (no indemnity) on uninsured registered
domestic mail.

WHO MAY FILE

A claim may be filed by:

• Only the sender, for the complete loss of a
registered, insured, COD, or Express Mail
article.

• Either the sender or addressee, for damage to an
article, or if some or all of the contents of an
article are missing.

TIME LIMITS FOR FILING

The time limits for filing lost claims are located on
the front page of PS Form 1000 (see figure 10-4).
These time limits list the time the mailer must wait to
file a claim for articles that have not been delivered
(complete lost). Do not overlook the bottom of the

chart, which refers to APOs and FPOs. Time limits for
filing can also be located in Module S of the DMM.
The time limits are:

• 7 days or more after the date of mailing for
Express Mail

• 15 days or more for items sent as registered mail

• 30 days after the date of mailing for insured
items sent as First-Class and Priority Mail

• 45 days after the date of mailing for insured
items sent as SAM or PAL

• 75 days or more after the date of mailing for
insured surface items mailed to APOs and FPOs

If an article is received in damaged condition, or
some of the contents were lost, then the claim should
be filed immediately.

WHERE TO FILE

Claims for indemnity for loss or damage can be
filed at any post office, station, or branch, except for
registered merchandise return service, which must be
filed at the post office where the merchandise return
permit is held.

HOW TO FILE A CLAIM

A customer may file a claim by presenting
evidence of insurance, evidence of value, and proof of
loss or damage. (Proof of loss is not required for
Express Mail claims.)

Evidence of Insurance

The customer must first show that insurance,
registered, or Express mail service was purchased
(evidence of insurance). Either of the following is
acceptable:

• The original mailing receipt issued at the time of
mailing (reproduced copies are not acceptable).
For Express Mail claims, the mailer must present
the mailer’s copy of USPS Label 11-B.

• The wrapper which must have the names and
addresses of both the mailer and addressee,
along with the endorsement showing that the
article was sent insured, registered, or Express
Mail.

NOTE: When the original mailing receipt and wrapper
are available, it is best to submit the original mailing
receipt. If only the wrapper is submitted, indemnity can
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be limited to $100.00 for insured and registered mail
and $500.00 for Express Mail.

Evidence of Value

The customer must submit evidence to establish
the cost or value of the article at the time it was mailed.
Examples of acceptable evidence are:

• A sales receipt, invoice, or statement of value
from a reputable dealer.

• A picture from a catalog showing the value of a
similar article.

• A statement from the customer describing the
article that was lost or damaged, including the
date and where it was purchased, how much it
cost, and whether the article was new or used. If
the article was handmade, the statement must
state the price of the materials and labor used.
The statement must describe the article in
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enough detail to determine whether the value
claimed is accurate.

• Paid repair bills. Estimates of repair costs or
appraisals if the claim is for partial damage. The
USPS will not make payment for repair costs in
excess of the original purchase price.

NOTE: It is best to describe the item in sufficient
detail, otherwise the claim may be returned for more
information.

Claims for indemnity cannot exceed the amount
for which the customer paid insurance, or the amount
that the customer actually paid for the article. For
example, if a customer purchased an item for $25.00
and insured the item for $100.00, they would only be
allowed to claim $25.00 for the actual cost of the item.
(They would have over-insured the article.)

Likewise, if the customer purchased the item for
$100.00, and only insured it for $25.00, then they
would only be allowed to claim $25.00, because that
was all the indemnity coverage they purchased.

Proof of Damage or Loss

If the addressee files a claim for damage, the
addressee must take the item, box, wrapper and all
packaging materials to the post office. If the sender
files the claim and the addressee has the damaged
article, the claim is sent to the addressee who must then
present the item, box, wrapper and all packaging
materials to the post office for inspection.

The customer may retain articles that are
completely damaged and have little or no salvage
value. If the customer does not want the article, the
claims clerk in the presence of a witness destroys it.

Articles with salvage value must be retained at the
MPO for 90 days, then forwarded to the serving Mail
Recovery Center. If the customer’s claim is denied,
return the article to the customer upon request.

Retain damaged registered articles and packaging
in the registered mail section until notified by the
USPS Claims Processing Section, Accounting Service
CTR, St Louis, MO.

If an article is claimed to be lost, proof of the loss
must be submitted before a post office accepts a claim.
(Proof of loss is not required for Express Mail). Any of
the following is acceptable as proof of loss:

• A claim form (PS Form 1000) completed by the
addressee denying receipt or a letter or statement
from the addressee, dated at least 30 days (15

days for registered mail) after the date the article
was mailed, stating that the addressee did not
receive the article. A copy of the letter or
statement must be attached to the claim form
with evidence of value.

• A statement from the post office of address (the
post office of the addressee) stating that a delivery
record is not on file. To get this statement, the
sender of the article must send a written request to
the post office of address with a check or money
order for an amount equivalent to the delivery
record fee listed in Module R of the DMM. The
fee will be reimbursed if the claim is paid. The
request must include the names and addresses of
the sender and addressee, the insured or registered
number, and the mailing date.

• Overseas MPOs receiving fees for claims
information must forward them to the serving
PFO. Shipboard post offices must forward fees
to the NPFO. When forwarding fees to the PFO
or NPFO, include a letter of explanation.

Receipt for Article(s) Damaged in Mails (PS

Form 3831)

When an MPO retains a damaged article, PS Form
3831, Receipt for Article(s) Damaged in Mails, must
be prepared in duplicate (see figure 10-5). Give the
original to the customer and attach the duplicate to the
damaged article.

Complete PS Form 3831 as follows:

Block 1: Enter the date you received the damaged
article.

Block 2: Enter the name of the person from whom you
received the damaged article.

Block 3: Enter the special service number (obtained
from the mailing receipt or wrapper).

Block 4:  Enter the date the article was mailed.

Block 5: Enter the location where the article was mailed
(located on the mailing receipt or the postmark on the
article).

Block 6: Enter the name of the person who mailed the
article.

Block 7: Enter a detailed description of the article(s)
received.

Block 8: Enter the name and address of the addressee as
shown on the wrapper or mailing receipt.
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Block 9: Enter the signature and title of the clerk
accepting the claim.

Block 10: Enter the FPO number where the damaged
article(s) were turned in.

PREPARATION OF PS FORM 1000

Once the customer provides evidence of insurance,
evidence of value, and proof of loss (or the damaged
item and package) to the post office, assist them in
completing PS Form 1000. The information on PS
Form 1000 is self-explanatory, and all applicable
spaces must be completed.

Assist the customer in completing Section A (see
figure 10-6).

Complete Section B (see figure 10-7) or Section C
of PS Form 1000 (see figure 10-8) using the
instructions on the reverse side of the form.

Prepare PS Form 1000, Section A as follows:

Block 1:  Enter the sender’s name and address.

Block 2:  Enter the addressee’s name and address.

Block 3: Check the appropriate box for the service type
used for the article.

Block 4: Enter the mailing receipt number. If the
mailing receipt is not available, then obtain the number
from the label or sticker affixed to the article’s wrapper.

Block 5: Enter the date the article was mailed (Mo.,
Day, Yr.). Obtain this date from the postmark on the
mailing receipt or wrapper.

Block 6: This block applies to Express Mail ONLY. If
the WAIVER OF SIGNATURE box on Label 11-B is
marked, then check YES, otherwise check NO.

Block 7: LEAVE BLANK. This service is not available
at MPOs.

Block 8: Check the appropriate box to indicate the
reason for filing this claim.

Block 9: Enter a detailed description of the lost or
damaged article(s), including whether the article(s)
were new or used.

Block 10: Enter the total value claimed for the lost
or damaged article(s). If an article has been
repaired, enter the amount paid to have the article
repaired (not to exceed the actual value of the
article).

Block 12a: This block applies to the sender ONLY.
When the sender files the claim they must indicate who
gets the claim payment by checking the appropriate
box.

Block 12b: LEAVE BLANK, unless the customer can
provide additional information that will help match the
payment check with the claim.

Block 12c-e: These blocks apply to the sender ONLY.
The sender signs, dates, and enters their phone number,
if available.

Block 13a: This block applies to the addressee ONLY.
When the addressee files the claim, they must check the
appropriate box.

Block 13 b-g: These blocks apply to COD articles
ONLY.  LEAVE BLANK.

Block 13h-j: These blocks apply to the addressee
ONLY. The addressee signs, dates, and enters their
phone number, if available.

10-9

PCf1005

1

2

3 4

5

6

7

8

9

10

Figure 10-5. An example of a completed PS Form 3831, Receipt for Article(s) Damaged in Mails.



Prepare PS Form 1000, Section B as follows:

Block 1a-f: Enter amount paid for postage, insurance or

registered fees, declare actual value, and services

purchased in respective blocks, if applicable.

NOTE: To obtain the postage paid when a customer

presents the wrapper, you must deduct the special

service fee(s) from the amount of postage affixed to the
wrapper.

Block 2:  Postmark all copies with the APDS.

Block 3:  The accepting clerk signs here.

Block 4: Enter your FPO number. Add “9998" as the
4-digit add-on.
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B. Completed by Post Office at Facility Where Claim Filed (See Reverse)
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Figure 10-7. An example of a completed PS Form 1000, Section B.



Block 5: Enter the number 7 and your command’s Unit
Identification Code (UIC).

Block 6:  Enter your post office phone number.

Block 7:  Enter the date the claim is accepted.

Block 8: Check the appropriate box for evidence of
insurance.

Block 9: This block applies to claims for damage or loss
of contents ONLY.  Mark the appropriate box.

Block 10: This block applies to claims for damage
ONLY. Check the appropriate box to indicate the
location of the damaged article(s).

Block 11a-c:  Leave these blocks blank.

Prepare PS Form 1000, Section C as follows:

Block 1: Enter the date the article was delivered, if the
claim is for complete loss and there is a record of
delivery.

Block 2: Enter the date the article was forwarded, if the
article was forwarded, and send the claim to the post
office where forwarded. Attach a separate sheet
showing the current address of the addressee.

Block 3: Forward the claim form to the post office
where the article was returned, if the article was
returned to sender. Enter in section C, block 3, the date
it was returned.

Block 4a:  Check box if there is no record of delivery.

Block 4b: Check box if there is no record of delivery or
of the article being returned to sender.

Block 5: Postmark this block with the APDS and initial.

Block 6-11: These blocks apply to COD ONLY.
LEAVE BLANK.

When you have completed filing the claim,
postmark and initial the customer’s mailing receipt or
the address side of the container presented by the
mailer or addressee as proof of insurance for damaged

articles. Advise the customer to hold these items until
the claim has been settled.

PROCESS PS FORM 1000

When processing claims for loss or damage, you
may be required to contact the office of mailing or
delivery (as appropriate) to complete the PS Form
1000. When processing a claim for loss, attach PS
Form 3861-A, Loss Claim, (see figure 10-9) to the PS
Form 1000. If processing a damage claim initiated by
the sender, attach PS Form 3862, Damage Claim Filed
by Sender (see figure 10-10). If the addressee initiates
a claim for damage, attach PS Form 3863, Damage
Claim Filed by Addressee (see figure 10-11). These
forms include instructions for the recipient to follow
when completing PS Form 1000.

Distribution instructions for PS Form 1000 are on
the reverse side of the form. When PS Form 1000 is
completed, it is submitted to:

CLAIMS PROCESSING SECTION
ACCOUNTING SERVICE CENTER
PO BOX 80143
ST LOUIS MO 63180-9432

Additional claims information on mailing, or
appeals against payment can be found in Module S of
the DMM.

Final review, adjudication, disallowance, or
payments of all postal service indemnity claims are
made at the Accounting Service Center, St Louis, MO.

DUPLICATE CLAIMS

A customer must file a duplicate claim within the
time limits specified by the USPS (see figure 10-12).
To file a duplicate claim, the customer must:

• submit a photocopy of the customer’s completed
part of the original claim form, or
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• request the post office where the claim was filed
to process a photocopy of the post office’s
receipt copy of the original claim form.

Q10-7. For what reasons can indemnity claims be

filed?

Q10-8. Who is authorized to file a claim for complete

loss of insured, registered, or Express Mail?

Q10-9. Claims for insured SAM/PAL mail mailed to

or from an APO/FPO may NOT be filed until

what time period has elapsed?

Q10-10. What three items are required to file an

indemnity claim?

Now turn to appendix 1 to check your answers.
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PARCEL SEARCH REQUEST

Learning Objective: Determine the

requirement for processing a Parcel Search

Request.

When the contents of a parcel of domestic origin
becomes separated from the wrapper, inform the
sender by completing PS Form 3760, Parcel Search
Request (see figure 10-13). If the parcel is of foreign
origin, send the PS Form 3760, appropriately
modified, to the addressee.

REPORT OF RIFLED PARCEL

Learning Objective: Determine the

requirement for processing a Report of Rifled

Parcel.

Domestic or international parcels, except items
sent as registered mail, found to be rifled, should be
reported on PS Form 673 (see figure 10-14). PS Form
673 is a four-page set with instructions for completion
contained on the reverse side of the form. When
completed, the entire set should be forwarded
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Figure 10-10. An example of a PS Form 3862, Damage Claim Filed by Sender.



immediately to the USPS Postal Inspection Service.

Include the wrapper or carton of the rifled parcel, if

totally devoid of contents, and the sack or pouch label.

Report each attempted rifling of ordinary parcels,

whether partially or completely devoid of contents, or

if contents appear intact. Distinguish carefully

between rifled parcels and parcels damaged in

handling.

INQUIRY ABOUT A REGISTERED

ARTICLE OR AN INSURED PARCEL

OR AN ORDINARY ARTICLE

Learning Objective: Determine the

requirements for processing an Inquiry about a

Registered Article or an Insured Parcel or an

Ordinary Article.
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DATE:

TO:

The enclosed Form 1000 was filed by the person or firm whose name appears in . It is a
claim for damage to the contents of a package you mailed.

To help the Postal Service settle this claim, please review the Form 1000 and follow the
instructions below:

1. Complete . Indicate the value of the items described. Attach a copy of the sales receipt.
If you do not have a sales receipt, show in the purchase price, the place where
purchased, and the approximate date of purchase.

2. Designate to whom payment of the claim should be made in .

3. Sign and complete .

4. Take the original mailing receipt you were given when you mailed the article, and the enclosed
claim form to your nearest post office. A postal employee will endorse the receipt and complete
Items B1 and B8 on Form 1000.

If you have any questions, your local post office will be glad to assist you.

Your promptness is sincerely appreciated.

Signature

(Title)

Enclosure

3863

Item 2

Item 10
Item 10

Item 12a

Items 12c through 12e

Damage Claim Filed by Addressee

Figure 10-11. An example of a PS Form 3863, Damaged Claim Filed by Addressee.



PS Form 542, Inquiry about a Registered Article or
an Insured Parcel or an Ordinary Article, (see figure
10-15) is used in processing international mail
inquiries for the loss

• or delay of outbound registered mail

• or delay of outbound insured parcels

• rifling, damage, or delay of outbound or inbound
ordinary parcels

• rifling, damage, or delay of outbound or inbound
ordinary postal union mail

As you can see, PS Form 542 has multiple uses.
Completion of PS Form 542 is self-explanatory; the fee
(if required) is attached to the bottom of the form by
adhesive stamps or by meter tape. Send the completed
PS Form 542 to the appropriate international claims
and inquiries office (ICIO), listed in the IMM. PS
Form 542 is used for international mail only.

CLAIM FOR
INDEMNITY INTERNATIONAL

REGISTERED, INSURED, AND
EXPRESS MAIL

Learning Objective: Determine the

requirements for processing a Claim for

Indemnity International Registered, Insured,

and Express Mail.

Most claims for indemnity can only be submitted
after an inquiry has been completed. Claims for
indemnity relating to international registered or
insured articles must be processed on PS Form 2855,
Claim for IndemnityInternational Registered,
Insured, and Express Mail (see figure 10-16).

Indemnity claims relating to international insured
or registered mail are adjudicated by the international

claims and inquiries office responsible for the country
involved. When an inquiry fee is required attach it to the
upper left corner of PS Form 2855. Normally, a fee will
not be required. PS Form 2855 is composed of five
sections (front and reverse) and completion of the form
is self-explanatory. When a claim is initiated, not all
parts of the form may be required to be completed.
Refer to the IMM and compare the requirements with
your particular case, then have the customer complete
the required sections of the form. After PS Form 2855 is
completed, check the IMM for accompanying required
documents and the address of the appropriate ICIO. PS
Form 2855 should be used for international mail only.

ARTICLES RECOVERED AFTER
PAYMENT

Learning Objective: Recall the procedures

for handling articles recovered after the

payment of an indemnity claim.

When a lost registered, insured, or Express Mail
article is recovered, the payee who received the indemnity
payment may accept the article and reimburse the USPS
for the full amount paid if the article is undamaged. If the
article is damaged, has depreciated in value, or is missing
contents, the payee may accept it and reimburse the USPS
an amount determined by the St Louis ASC.

SENDER’S APPLICATION FOR
RECALL OF MAIL

Learning Objective: Recall the procedures

for processing a Sender’s Application for

Recall of Mail.

With proper identification, the sender or the
sender’s representative may recall mail deposited in
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Mail Type or Service

When to File

No Sooner Than
(From Original Claim Date)

No Later Than
(From Original Mailing Date)

Express Mail 45 Days 6 Months

Insured 45 Days 18 Months

Registered 90 Days 18 Months

Duplicate registered mail and Express Mail claims may not be filed without authorization by the St Louis

Accounting Service Center or the Consumer Advocate, USPS Headquarters.

Figure 10-12. Duplicate claim filing dates.
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Figure 10-13. An example of a Parcel Search Request.
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Figure 10-14. An example of a Report of Rifled Parcel.
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Figure 10-15. An example of an Inquiry about a Registered Article, or an Insured Parcel, or an Ordinary Article.
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Figure 10-16. An example of a Claim for Indemnity International Registered, Insured, and Express Mail.



collection boxes or at post offices. PS Form 1509,
Sender’s Application for Recall of Mail, used for this
purpose, (see figure 10-17) is submitted to the
postmaster at the office of mailing.

The mailer must pay all expenses of recalling mail
(including return postage for other than First-Class

Mail). If mail recalled before dispatch is again
presented for mailing, the original stamps are accepted
for postage at face value. This provision does not apply
to stamps used to pay for registry or insurance fees.

For requests on international mail, if the mail can
be intercepted in the United States, it can be withdrawn
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Figure 10-17. An example of a Sender’s Application for Recall of Mail.



from the mail. However if the mail has left the United
States, it can only be intercepted if the country of
destination provides this service.

The USPS does not guarantee success in prevent-
ing delivery of all pieces in a withdrawn mailing.

APPLICATION AND VOUCHER FOR
REFUND OF POSTAGE AND FEES

Learning Objective: Recall the procedures

for processing an Application and Voucher for

Refund of Postage and Fees.

An application for refund of postage and fees collected
for retail services must be initiated by the mailer using PS
Form 3533, Application and Voucher for Refund of Postage
and Fees (see figure 10-18). MPOs can assist the addressee
in preparation of PS Form 3533, but must advise the
addressee that the form has to be filed by the mailer.

A postal clerk assists the customer in preparation of PS
Form 3533 and reviews supporting documentation. The
envelope or wrapper, or the portion of the wrapper, having
the names and addresses of the sender and addressee,
canceled postage and postal markings, or other evidence of
payment of the amount of postage and fees for which a
refund is desired must be attached to the PS Form 3533.

The PS Form 3533 and supporting documentation
must be sent to the Mail Classification Center serving
the MPO.

• For MPOs served by Postmaster, New York:

ACCOUNTABLE PAPER DEPOSITORY
GPO/JAF BUILDING RM 312
NEW YORK NY 10194-9615

• For MPOs served by Postmaster, San Francisco:

MAIL CLASSIFICATION OFFICE
GMF RM 303
SAN FRANCISCO CA 94188-9599

If the application is not approved, it is returned to
the applicant with the supporting papers and an
explanatory statement.

MONEY ORDER INQUIRY

Learning Objective: Recall the procedures

for processing a money order inquiry.

PS Form 6401, Money Order Inquiry, (see figure
10-19) is used to file an inquiry about payment of a
postal money order. A customer (purchaser, payee, or
endorsee only) may complete, sign, and submit PS
Form 6401 for any inquiry on the status of a money
order. When the USPS Money Order Branch receives
PS Form 6401 from a customer, it reviews USPS
records and completes one of the following actions:

• If the money order has not been cashed, a
replacement money order will be issued. (A
replacement will not be issued until 60 days after
the money order purchase date.)

• If the money order was cashed, a photocopy of
the paid money order will be issued immediately
to the customer filing the inquiry.

Customers may submit PS Form 6401 at any time
(there is no waiting period), and must pay the
applicable fee for each money order inquiry submitted.
For money order inquiry fee rates, refer to Module R of
the DMM. Each PS Form 6401 covers only one money
order.

When completing PS Form 6401, the customer
must present the original money order receipt. The
postal clerk will assist the customer in completing PS
Form 6401 and then upon payment of the inquiry fee,
affix stamps or a postage meter tape on the form where
indicated to show the fee was paid. If stamps were
used, they must be cancelled with the flag-stamp
cancellation device.

Prepare PS Form 6401 as follows: (This form is
self-explanatory, and the information is taken from the
customer’s original money order receipt.)

Block 1: Enter the money order serial number, amount,
and issue date.

Block 2:  Enter the purchaser’s name.

Block 3: Enter the current mailing address of the
purchaser.

Block 4:  Enter the purchaser’s city and state.

Block 5:  Enter the ZIP + 4 code.

Block 6: Enter country name (only if unable to provide
U.S. address).

Block 7:  Customer signs the inquiry.

Q10-11. When the wrapper of a parcel becomes

separated from the contents through normal

mail handling, what process would your MPO

use to inform the sender?
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Figure 10-18. An example of an Application and Voucher for Refund of Postage and Fees.



Q10-12. What PS form would you use to report a rifled

parcel?

Q10-13. What PS form is used to process an inquiry for

an ordinary article mailed as postal union

mail?

Q10-14. What PS form is used to process an indemnity

claim for an international registered item?

Q10-15. What PS form is used to submit an inquiry for

a lost money order?

Now turn to appendix 1 to check your answers.
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Figure 10-19. An example of a Money Order Inquiry.




